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Learning Contract

I promise to achieve the following objectives in this unit.
Learning Objectives Learning Objectives
( general) ( specific, those marked with % are the must)

Get familiar with the basic vo- | % Get to know various telephone situations, such as wrong number, mes-

cabulary and useful sentence pat- | sage taking and a guest’s complaint

terns on making phone calls % Get familiar with key words and phrases of making phone calls

% Learn about telephone etiquette

Master the skills of telephone | Learn about basic parts of telephone message

communication % Learn to take telephone message properly

% Get to know the field tips: telephone communication

% Listen to and understand various telephone conversations

Apply what you learned to fin- | % Make role-play on telephone conversations according to the given situa-
ish the tasks as required tions

% Practice taking telephone messages

Student’s Signature Teacher’s Signature Date
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First Impressions Quiz. Please decide whether the following sentences are T
(true) or F (false), not as you wish you did, but as you currently do.
Meeting people for the first time, you have the opportunity to make a strong and good first im-
pression — as well as a bad one. First impressions are important because lots of people take
them as a foundation for making a judgment of a person’s character, attitude, and abilities. Do
you make a great first impression? Take the quiz and find out!

1) ( ) I clearly introduce myself when meeting new people.



2)
3)
4)
5)
6)
7)
8)
9)
10)
11)
12)

13)
14)

15)
16)

17)
18)
19)
20)
21)
22)
23)
24)
25)

( )
( )
( )
( )
( )
( )
( )
( )
( )
( )
( )
( )
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Module One Making a Great First Impression

I actively listen and engage other people in conversation about them.

I avoid making jokes or using improper humor.

I learn people’s names and make certain to use their names when talking to them.

I speak clearly my words so people can easily understand me.

I avoid talking about controversial issues, such as politics, religion, or sex.

I am confident in my appearance and attitude.

I avoid talking negatively about my job, boss, or company.

I look for connections — common ground and interests — with the people 1 meet.
I come prepared with business (or networking) cards and copies of my resume.
I don’t ask people I’ve just met to find me a new job.

Before an interview, I prepare by developing responses to typical interview ques-
tions.

I always research the company so that I can show that knowledge in the interview.
I realize that I need to make a good impression on everyone I meet in the organi-
zation not just the person who interviews me.

For my interviews, I dress for success, wearing appropriate clothing.

I end the interview with confidence, thanking the interviewer for his/her time,
and asking about the next step in the process.

I always try and have a positive attitude at work.

I listen first, then talk.

I am a self-starter and take initiative in trying new things.

I have a strong attendance record with my current employer.

I use my work phone and e-mail only for work-related communications.

I avoid spending time with the gossips.

In meetings, I always try to listen before jumping in with my opinions.

If T don’t know the answer to something, I am not afraid to ask for help.

I show my appreciation to those who help me perform better.

Scoring: Give yourself 4 points for every true response and 1 point for every
false response.
80 —100 points

You know how to make a good first impression! By understanding how others may

judge you, you are well on your way to not only managing first impressions, but also

building a great reputation.
60 — 79 points
You are definitely doing some good things in trying to make a strong first impression,
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but you are not doing nearly enough to stand out from other job-seekers or co-workers.
You should review the questions in the quiz and make adjustments so that you can create
a stronger first impression.

Under 60 points

You are basically failing to make a good first impression. Does it take you longer to
find a new job or get promoted? The problem may be that you are not doing enough to
make a strong first impression — which then leads to a poor reputation. Review the
questions in this quiz and make an effort to change your ways and improve the impres-
sion you make on others.

Source . http ://www. quintcareers. com/first_impressions_quiz. html

1 Listening and Speaking

1. Warm-up.

(1) Brainstorming: What expressions will be used in making a phone call?

¢ Takin ga, :
% messa’gj
p

(2) Match the telephone phrases to the best responses.

1) May I have your name please? a. Sorry. I'll try to reconnect you.
2) I am afraid the line is busy. I’ll put you through.

It’s OK. TI'll hold.

It’'s OK. I’ll phone back later.

Yes, it’s David Johnson.

3) Could you spell your family name, please?

4) Can I have extension 8333, please?

5) Good morning, sir.

6) Could you tell Rita that I called?

7) I am afraid he isn’t in the office at the moment.

Yes, it’s Roger. R-o-g-e-r.
Hello.

B

§*‘




8) It’s James Will again for Ann Wilson

West. We were cut off.

2. Listening.

Module One Making a Great First Impression

h. Yes, of course. I'll give her

your message.

(1) First listening: Listen to the four dialogues and choose sentences you heard.

A. Just a moment, please.

C. Who is calling?

E. I would like to talk to Jack.

G. Could I speak to Mr. Brain?

I. T am afraid the line is busy.

K. Could I take a message for you?

B. May I ask who is speaking?

D. What number are you trying to dial?

F. You must have the wrong number.
H. What can I do for you?

J. T'll put you through.

L. I am sorry to have bothered you.

M. I wonder if you could give Mr. Carter a message for me.

N. Good morning, Windsor Hotel. May I help you?

(2) Second listening: Listen again and choose the right answer.

A. The caller leaves a message.

B. The switchboard operator transfers the call for the caller.

C. The caller makes a complaint.
D. The caller gets the wrong number.
Call 1 : Call 2:

Call 3: Call 4.

(3) Final listening: Listen for the last time and fill in the table with the proper tele-

phone phrases you catch from the dialogues.

1) Making contact

2) Introducing yourself

Hello This is Luna
Good morning My name’s Elena Luna
Good afternoon Here is Luna

3) Asking for someone

4) Connecting someone

Is Jack in

I’ll connect you now/I am connecting you now

Could I have extension 321

Thank you for holding

( Dialogue 1)

The line is free now

( Dialogue 2)

( Dialogue 3)

5) Asking the caller to wait

6) The caller has the wrong number

Can you hold the line

Are you sure you have the right number

Can you hold on a moment

I'm afraid you have the wrong number

Hold the line, please

Maybe you have the wrong number

(Dialogue 1)

( Dialogue 2)

( Dialogue 3)

(Dialogue 2)
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( continued )
7) Taking a message 8) Ending a telephone call
Could/Can/May I take a message Bye-bye
What’s your number, please Goodbye
Could you give me your name please (Dialogue 1)
( Dialogue 4) ( Dialogue 3)
3. Speaking.
(1) Fill in the blanks with the most suitable words or phrases in the list.
answer phone/answering machine phone book/directory
ring busy/engaged charge
bill bad line wrong
1) If you don’t know his number, why don’t you look it up in the ?
2) The phone’s . Would somebody answer it, please?
3) I called you a while ago, but your line was )
4) The telephone has been increased.
5) I left her a message on the , but she didn’t call me back.
6) Our telephone was enormous last month. I had to call

abroad several times, so it is not a big surprise.

7) I'm sorry, it’s a . I can’t hear you very well.
8) Sorry, you have the number.

(2) Complete the sentences with the most suitable phrasal verb.
pick... up hold on put...through call/ring... back
speak up look up hung up get through

put... on cut off

1) —The phone’s ringing.
—TIll it

2) Sorry, I've got to go now. I'll you later.
3) —Could I speak to Mr. Barring, please?
—TI'll you
4) 1 tried to call you several times last night, but I couldn’t . There must have

been something wrong with the lines.
5) I was going to explain the details when suddenly we were
6) Could you for a moment? I'll check the figures for you.

7) Why don’t you his number in the directory?
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8) I had waited for a couple of minutes but there was no answer, so I

9) Could you Harry ? I'd like to talk to him as well.
10) Sorry, I can’t hear you very well. Could you ?

(3) Match the phrases or sentences to similar meanings.

1) Is that all? a. I'll put you through.

2) I’'m ready. b. Who’s calling, please?

3) T'll connect you. c. Anything else?

4) ... speaking. d. The line’s busy.

5) Could I have your name? e. Go ahead.

6) The line’s engaged. f. Hold on.

7) One moment. g. This is ...

(4) Role-play: Work in pairs. One is an operator in Grand Rivers Hotel. The other
is the caller. Take turns to practice making phone calls according to the given sit-
uations. You may refer to telephone phrases in the tips or those you learned in

the listening part.

Situation A Situation B
The caller wants the operator to put him The caller intends to contact his friend in
through to the Assistant Manager for in- a company but gets the wrong number.

formation about Grand Rivers Hotel.

Situation C Situation D

The caller calls to confirm appointment with The caller tried to reach a guest in Grand
the General Manager but he is in a meeting, Rivers Hotel but the line kept occupied,
so the operator offers to take a message. so he complains to the operator.

Tips: Useful Phrases in Making Phone Calls

e How can I help?

. ® Can/Could I speak to ..., please?
e Who's calling, please?

. ® Please hold.

. @ T’ll just put you through.

. © Who shall I say is calling?

. e Just a second.

“e TI'll see if he’s in. AR
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Il | Reading

Telephone Etiquette: Some Dos and Don’ts

® All incoming calls should be answered in a timely manner. To be more specific, try
to answer before the third ring.

® Greet the caller when you pick up the phone.

e Answer the phone with enthusiasm and friendliness and always be pleasant and polite.

e Speak clearly so the other person can understand your words.

e If you dial a number that is wrong, apologize politely and hang up.

® Do not eat or drink while on the phone.

e Hold the receiver not too far, nor too close.

e [et the other person finish what they want to say. Don’t interrupt them.

® Make notes during a call—in case there is important information.

e Do not quarrel with a rude caller. Try to solve any problem peacefully or handle any
situation in a calm, cool manner.

e [f you must put the caller on hold, come back in a minute to let the caller know
what’s happening and they have not been forgotten. Offer to call them back so that
they don’t have to wait.

Source : http .//www. essortment. com/ all/telephoneetique_rbpa. htm

1. Vocabulary: Match the following words or phrases with the correct
meanings.

1) etiquette a. power of sound

2) incoming b. an expression of dissatisfaction or resentment

3) timely c. stop (sb. ) speaking

4) enthusiasm d. to deal with, manage or control ( people, a situation, a
machine, etc. )

5) dial e. making something clearer or easier to understand

6) receiver f. occurring at just the right time

7) interrupt g. formal rules of correct and polite behavior in society or a-
mong members of a profession

8) handle h. strong feeling of admiration or interest; great eagerness

9) clarification i. coming in, arriving

10) complaint j. to use a telephone to call (a number or telephone service)

11) volume k. part of an instrument that receives something, esp. the part

of a telephone that receives the incoming sound and is held
to the ear
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2. Work in pairs: Read the passage. Which do you think are the three
most important rules of behavior for using the phone? Discuss your an-
swer with your partner and give your reasons.

3. Read the passage again and decide whether the following statements

are T (true) or F (false)?

1) « ) One should take the gum out of his/her mouth while answering a phone call.

2) ( ) If one didn’t understand what the caller said, he/she should ask for clarifica-
tion politely: “Say you are saying that...” or “If I understand you correctly,
you mean to...”.

3) ( ) One can pay no attention to complaints on the phone.

4) ( ) The caller should be treated with respect, politeness and enthusiasm.

5) ( ) If you have an urgent work to do, you can ignore a call.

6) ( ) A call should be answered with clear voice, controlling speed, tone and vol-
ume.

7) ( ) One may argue with problem callers if it is their fault.

8) ( ) Just hang up if one dials a wrong number and hears a greeting on the phone.

i of the hotel could depend entirely on how a hotel staff member
‘ conducts that telephone conversation. Effective telephone commu-
nication not only requires the ability to say the right words, but
- also the ability to project a positive image and to make a good first
i[ impression. While taking a phone call, always remember and

| keep the following rules. It really makes a difference to how the

The customer’s first contact with a hotel is often a telephone call.

Their first impression

 first impression of your hotel is formed.
Telephone rules
: P =Pleasant Voice O = Offering Help

T =Take Notes

I = Interest by Name

L =Listen
E = Efficient

o

S :,*
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IV | Writing

1. Warm-up . Make a list of all of the reasons why a person may not be a-
ble to answer a call.

1) She is out of the office.
2) He is on another line.
3) The boss is in a meeting.

4) The manager is on a business trip.

5)

6)

7)
2. Match the following words or phrases to its Chinese transiations.
1) To/For a. X5
2) From b. kFVS
3) Date c. BHE AHLEG
4) Time d. B EfE
5) Area code e. HEHM
6) Extension f. ETHIES
7) Please call g Pl
8) Phone number h. &
9) Will call again i BRI
10) Returned your call j. WG4 mHg
11) Will call back k. BEA
12) Came to see you L 2%
13) Wants to see you m. [
14) Urgent n. AE5HNE
15) Message o. HEAHIE
16) Signed p. FFFUIE
17) Remarks q. ¥
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be written in

Telephone Message
To: Mr. Courtney
From: Ms. Yang
Date: 08-13, 2010

Time: 4 P. M.

Message: She wants to cancel the ap-

pointment with you tonight.

Message received by Tina

PHONE MESSAGE
FROM: Mr. George Richter
TO; Mr. Wang Li
DATE: 12-08-2010
TIME: 10: 15 (V) AM. () P.M
PHONE NUMBER : 15883681130
() Telephoned
() Wants to see you
() Will call again
(V) Returned your call
MESSAGE: Your order will be ready
Wednesday, this week.
Signed by Rola

Module One Making a Great First Impression

Telephone Message
To: Mr. Brooks
From: Ms. Black
Date; July 1st, 2010
Time: 10 A. M.
Message : Please fax a copy of the con-
tract to 0571-82930012.
Message taken by Helen

WHILE YOU WERE OUT
From: Mr. Adams
To: Mr. Bob
Date: Jan. 8
Hour: 2:10 P. M.
Phone Number: 8396-4112
Wil Call Back
__ Want You to Call
__Call as Soon as Possible
V Left a Message
Message: His CD player should have

been read last week.
Signed by Floria

Try to conclude what kind of informa
1 telephone messages and then fill



